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Abstract of JP 2000092213 (A) 
PROBLEM TO BE SOLVED: To enhance a method 
for selecting served communication in the case of 
processing communication requiring a skill for the 
processing using a queue by selecting 
communication from the queue as a function of an 
assigned value of communication and a wait time in 
the queue. SOLUTION: Any of a plurality of different 
values corresponding to a priority level to receive 
service is assigned to a subset of communication in 
a queue. Then communication is selected from the 
queue as a function of an assigned value and a 
waiting time for communication in the queue. For 
example, a call arriving in a call center on a line or 
trunk 1 00 in the call center, for example, is assigned 
to different call queues 121-129 by a call vector 140 
based on an agent skill required for proper 
handling.; Then the call is assigned to agent queues 
131-139 based on a skill possessed by agents 106- 
108 that can handle the call. 




Data supplied from the espacenet database — Worldwide 



://v3 . espacenet.com/publicationDetails/biblio?CC=JP&NR=20000922 1 3 A&KC=A&F . . . 5/24/20 1 0 



09) H#ii#ffpjf (jp> 02) & ^ ^ ^ $g (a) (umwmm&mm^ 

4#$|2000 -92213 
CP2000-92213A) 



(43)&WB ¥*&12^ 3 3 31 0 (2000. 3. 31) 



(51) IntCl. 7 




F I 


f-?3-h* (##) 


H 0 4 M 3/523 




HO 4M 


3/523 


3/60 






3/60 D 


H04Q 3/545 




HO 4Q 


3/545 








*if2R M««C!)SC22 OL (£12H) 




#S¥1 1-239937 


(7DHMA 


59607/259 










(22)tfl8iB 


^1 l*p 8 £ 26 B (1999. 8. 26) 












Lucent Technologies 


(31)«5fe*^*#-^ 


0 9/1 4 1 2 6 9 




Inc. 


(32)^5fcB 


¥j£l0*p 8 /§ 27 B (1998. 8. 27) 




T^U^*H 07974 -a. — Z? 


(33)«5feSi«B 


*B (US) 












600-700 






(72) mwm 










7 ;*U 80241 3tl^H, K- 








h>, -f-Xh 133 1062 






(74)>ftSA 


100081053 



















(54) Vffl<D&m W*tf«*>aViT»^S©fcX^ft^tt-*a#ftjlK«r*3!ftt*J:C«6IB 



(57) 

t -rs sift wi-r h mz^r- \zxi-&mm£mtR-t& 

nf Itoffitfl 0 ST BffgM t JOS LXf TO § *i& . 
^[j^£7)X^;HiJ 0 ST^fcfl £x>n- H-fr-ffc^ — ;ix 

-t: y * — * w^'cofi t jes-t sifc^ nrtgt l . m— # 





(2) 12000-9221 3 (P2000-92213A) 



-t^mmimm-t^mxh -> x , 

[ft**2] miRLtzmmit^-^xyhizn^-m 

t ■§>»** 1 smo-xm. 
[ft**3 ] mmmiR't&^-v?' (cm. 
jiiis^s^^itT'S) mmitmA-t & 

xf v r t z t -tm ** 1 laso* 
a. 

rv^yf—i^mmi: m&~3 tt 5 ^ -r -y 7- s- ittt § 
- 1 & wm t -t h 11*11 3 KK^dsrS; . 

[|f**5] mriBtW-tS^-fv^i, liSiJt^Mfl 

->>mmcomm.t bxim-t&^-yy'z^&zb it 
mm t -t h it** 4 1 m<num . 

I m ** 7 ] -X ;l^<Z> T ? -fe x izft L X ^K^ftif 

S e#£> n - 1 i> m v ^«^cJK<7)ffl<7)^fL^ 
tdSfff-g-T H^Vx- xMiEti, ^^ifi^ttftftV'^ 
«7 F^>t-- Willis x 0 1 ±# v^fi-^-s i i: ^Wtk 

b -t& it **4 amnnm. 
[ft**8] m&mm-t&AT-yrit. w-hftynza 
if&mmwcommzmmb lt smmzmm-ttx-^ 
v yit zbitmmb-t& if** 3 mm^m . 
1 m ** 9 ] irieasij-r 4x77711 #*>?t #1 t; ts 
its^iiea-c-^^fflfi&^M^i^t lt. -e<o*r 

*) hjz^*m^>M<m<7)i^b Lxmm-thXT- 
v rit i b -f- h if** 3 tm^am . 



[ff ** 1 0 ] tfriaiiS'Jt-i. v rji . wh^nz 

&tf&M$\m.X'l±?£\ §r . -5-<?D*fi£ft Sfi**^*. 
*§^<7)^«»t LTHSiJ^-SXx 77^ff 5 Z b 

ffit t -r 5 tt*ii 3 iBa^^-s . 

zbmmb't& f f *ii 3 laa^o^a . 

[ft*if i 2 ] m-hm^mv^x^m-th^zx^sv 

z&mb-t&mimmm-t&msxh^x , 

( a > mmzmM^&miz&m^x^Mzmm^ii-^ti 

( b ) ftio'nmz&w&mmcD^K b t-f y-t -y 

wje-f-sasccop^^fi^d^coi^^fijosT. 

oizbmtzmftt&zb*mkb'th$ffimi2fflstco 

mm. 

[ft*3ii 4 ] miarn-fe-y^fi, ( i ) Jiii#^[-SfK 

««*fffcS#^lT5iIt=tJ{tSiHi*it»'JL, (ii) as 

su L^aft -en-m t str s mis § ^i^it s 
t, (iii) ft*t^igs$^#^p B i^*^v^Ta 
m^sK-r s i 3 tMfcWfFrs - 1 * w&b -r sit* 
in 212*1^®. 

[ if** 1 5 ] mamicom* & fi« ^ti t 
t r h ^' >^r~i;mmmmr3w ^si^ftstt 
•S)if*3ii 2taKc^a. 

[it** i e ] mmmmztifzw-brnmii, mitti 
mmnztiwzni-x . ^comimzM-t^w-h^ma 

bLxs&.zti&z.bifflkb't&memi 5§sx^m 
a. 

[ft** 1 7 ] mmmm^Kfzw-ibmrm, m^Lt: 
mmcoztiwznLx, *<?Miiizm-&ft*>*m. 
x^Mzn-thr^^yxnm. *<rm&t&mzfrr 
hTV^y^r-~JWmcr>mm.b Lxtmntih z b 
Wib-t&ftigmi 5imcomm« 

[If** 1 8 ] ^fl^'ix-ffX^^^<nT9 ■bXttt 
S n^S^Sffi^lx-^/PfOo^^l^t^JtE-rS ntO 

M^Sffl^'S) •? . n - l <r>Mi> m\^m.%m.<^m<n^t\-^ 

<o $>^^z b trnmb -rt 

m** i 5tmcomm. 

i it** i 9 ] whftmza tt s Mi , whmnz 
&ii-&MmwfrWiitbx , mm^ti^taznm- 
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x $ h z. t zmm t -t £ ft* n i 4 laa^SB. 

at t * n*ii 1 4 1 mcomw: . 
[it*ii2 2] (A> mm*9mt&<wzi&m%;x*i- 

( b ) #*>^ijtcioit^afi<50^< t h-y-y-t v ho 

#^B#r B w«t tx^nm^mm imtRt&xr 
vy-bZ^-t&zbZWfikb-t&mftZZit&vy b^ 

fls. 

[%BJof¥*ra^] 
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/Ke-mail), 7r?yS'J, -r 
b^< >y-t— >-\ -Y y?* -y bt-fAlS^-i'^I 

I*lA^t-t*xx-y*x y Mc«fc ot^-TSst 
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[ft*«gl] r7-;Hry^-ii. ^<OFJr?£OS2p^ 

t . timvft/wmy-— b'xx- y x y b ^nf x 

t^JtPJ-f^^Ni, Pft/X^^ U > 7 Wall vectorin 
g) t Pf (m^fig^j £ i -3 T -/XfA«^M/-^[: j; -3 

b^Wt>'^ffia-r-g.^t«Tffl t Zt-otzZ. b tr^X-rMdfi 

mm b&<?>mmmz%~o xmm t . t^-y! y 

h Oft t A WftfeROX /b 1 — get 4 ft i> ft < # -5 T 
^§ W£^OX-i;'x y h c^K-ts „ 

[0003] ^<^m^^mmm-mz^ ?m 

®J:t;i-yxyM:SLt r^pj xfo&ZblzM 
j&&mTX^&. aapw* r f I f o 

(fti¥<A^i>o^'fti>¥< j 

r ft& 7M bVI^JffiOX-^x y h £gU^2Kmost-id 
1 e-agent) j O WfiJ 0 ^ X Tcr -fe X J; o T t. £ h $ 
ilt^So ±tax^;b^-X#^TM^Si^OX-y* 

x > h^^—h-t^x^/ucom^zm^x^—'j 

x y b £ ^ < cop & £ - b"X * -f ^ U t I2B § 
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IfflBtSSffi^- b ^ffi«^l> . Pf {>'«Mt^- b 
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10 6 — 1 OSjEWr^SKOadc^tcfflviS^xtij: 

vf-rm^i 0 5%mz-Z>. s*io 5iM'^i>j: 

VT-^ejl^frl 0 9tJ;^tACDyXfAl 0 1 
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hit) trmaz. 
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tm\,zwM^x_h, mnttz. #x-yiyfw^ 

oft £>tu x^-x;n°— h i/^/i-^mMT^—i/x. y f-# 
*>tf?J 1 3 OCDfl^cT) 1 icDWh^Mz AfL&tL&fr. 

5 Irtcrm-hm^zAfihtih « 

[0020] ^wmz^T. ihL< \m&<mv& 

Mzhmm~c-$&z\ki l z^m%ft.tz\\ mxji 
iz%o x^iviim^mm. ii <a> iz^ttzmm^ 

[002 1 ] AC D isXf-J* 10111 r:— /K? 
1 4 0 SrHWIi. § o 3-/K?h;l/14 0(iyXfi 
10 1 £|^3;h.&fEffi$;h.fcfflfflrn^9A<^^ 
7^fyi^Lh7y? 1 0 0itn-;H:y?- 

h n mzmwjM o av $ #i & x 

-y'i y WH 4 0tJ: 
^TP&&Dft*'#^;rT3njl 2 1 — 1 2 9^tfiJ0ST^ 

. nt/zm 'om.o^t &x- y m o 6 

— 10 S^WS^SX^McS^Tx-^xVhff^ 
fi^ijl 3 1-1 3 9t l zm Y )¥~Chtih<, 
[0022] -A«x-yi y hj^ifcOX^/t^fH 
Tt^T i> HW, IslBt^Wic^x-i/a; y hff^fi^J 
1 3 1 — 1 3 9'\.bm Y )^T htihc\ kifiT^h* c\cr> 

bn&. £?z^ x-s^yMl M&Sx^x^X-M" 

)V<r>m^hX^)VV^)V^ 7'7^(7iJ- (P) 
^"'J- (S) X3v^) .ft-jt. Jt&Sx^x^-h 
P-^^OM^r-SX-i/i^h^^iJl 3 1 — 1 3 9*\ 
bWO^XbtlZ. W^WMl Xm. Definity 
(^fflcffiS) Communications System Generic 3 Call Ve 



ctoring/Expert Agent Selection (EAS) Guide, AT&T Pu 
blication No. 555-230-520, Issue 3, Nov. 1993, tpiffl 
IzMty^flXV^v X^/k<-XCDACDKffi(l MX. 
51 fflEffi&m5 2 0 6 9 0 3 -f-^fg^lBffi § tiT V * 
4. 

[00 23] ACDyXfA 1 0 1 T'Ufi^fL&SiJcOT 
D/7At Lt\ X-yiyhtl/^^-1 5 0**& 
-So 5 Oil yXfAl 0 lcO^^&U— 1 

15. y^f^l 0 l^J^M^U- (fiRtl fa 
2\ CD-ROMf) , 4«iyXfA10 1Ciilt 

Ztltz-V? b^xrtCTllKSiX. ACDy^fAlO 
ltiatsrnt'yfl 1 6&£^i2ffi«jSW&£!PI 

■feix^^-i sod m/tmm«im^~ : J^ybco 
4. 

[0 0 24] -feU^^-l 5 Oj^l^H-i^KJ^KKeWr 

-hi -ti^^-i 5 o<vx*Mm^nmmmi,zM,& 

£\tm& . £ft£OX*/HIf#t>?T*lJ«fl8iAC D i/X 
fAlOl <^ffi^S»tTH^ h -I t ^T" § . ft !> V ^ 
(i i « J: 5 =5: yXfA (ctj {f5 ^ < coM^ 4 SlS^ffl^- 

^■it v ^TSt^-r sit 3&*-c %hz\k izwmz tifz 

[00 2 5] *%B§t3^^-C#*>^lJ^'SW^-bX 

It**tJ:o(:U itLiiEll ( A ) coiifVW^T^J 

1 2 O^^-mT'^ftD^fSo Xf77'20 2m^ 

t , teffi-^^-bx^f ^Hift ■hnmzan^^mm 

[0026]ffilS(i, StB^* 1 - Nx^f;Hif#*>^iJ 

M^^-r. zc?miz&»&x$r)vmmib'mm&. 6^> 

^mtz&if&w^miicoMzimizTjki-gwx'WiRLtz 
tstrcbv. ^wmiv^^h^^^muziomm 

[ 0 0 2 7 ] iS. ffi^fi^^"iiXdf/Hl#*>fT^Jt 
ixTv^s. Mi.(l ff^tT^Jo^sIfiatfctt-Sii?^ 

3#gfig<?)n?ix(± r^j ffl^^s^ru, .rfLli 
KW-^*- T- x^f/^ t mm.9tS.cor 9 -fe x £ ; coBftX 

[0028] H2cOXT->yT2 04tfc^t, Sii^ 

- bx^/m#^f^Jt*3it4Df mzr Y^yr—'jm 
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[0029] i2iil X-rvT2 0 4 ^0•7 > ^V-^>•f— 
V) + 1 oaxifofmr fa 
txtettonf mz^ti^nmm § . h 2 ^xf -/ r 2 

04t±Xf772 0 0, 2 0 2£0fffcia<r'>'Ti> i<, 
Xf7T2 0 0. Xf'/72 0 2<7)JlI#£2*t;:LT£> J: 
^ ; t ft*: v \ d ft <txx -r 7 TcofflftM^ i> 

[0030] X^f/Hl^^liTn-fe^JiX-f 2 0 
6^vh^<„ ^OXf772 0 6CfiV^, WlbftniZ 

£ft-i>„ 

[003 1 ] X-r-yT2 0 6tCT rf^ljj Sft&iW 
ti. V h«&«P¥tW8HR£ft.g> 

t ^!WSIfK=#ll:T-;W^i ft § fe*6«OnrS6tt 
flSh LTfigiJ§ix-g.D?t/'T"*^. ft. (f. ffiO 

•tifflmv&z. sa*>. ( 1 ) ftffi^^. ( 2 ) wmz 
«v^si, ( 3 ) t*jfi<7)^ ( 4 ) ©eta&vvc* 
«u ( 5 ) mb. +«u i&m (mim<oM) , ( 6 > « 

[0032] Xf'v72 0 8t:JoV^T. X-r</7°2 0 6 

fthmWib ZcoufttcDXr- 7/204 tcisi vtflttfr l-fz 
T h'A^-r-^HSEfc £-£ff"TS - £ £ J: ^TtfS^ft 



[0033] ^mmfft-hvmfcmt&wmi*. m*. 

(f , *H^miim0 8/8 1 3, 5 13(1997^ 

3^7 HajflH) . %mm\m&o 9/0 22, 959 
(199 8^2j! 1 2 amii) ^BHiWstTfaasnT 

[0034] t L^Slfiaofflllf^ftV^^SoTV^ 

^rSj&^TfcS. ISlSt^^-C. &&<D3~X0W/* 

772 0 6frt>cVm'lZtLfi:mflt. f^lWXf7 
72 0 8tTft«S^fc*«0ifflS§*l.fc#^ieHa** 

l. ztikit. ftitmmz^miR^mr-^t^ 
m-t&frzvm-t&tzMzmzmmziz&. mm. x 

T772 0 1 iz^tx o iz^ £X<nmi\Ztit:mFe>o 

XJf^x-y'i y blzn-t&nfz/MiR^M.y'—Jl-^bW 
MZfi&v -tcr>3L—isj:>hli."lMk%:tll-£, 

[00 3 5 ] SSL^lftMCiJMT. #x^;Hl#^ 
fr^ 1 jo « l ocouft/ii . x- >>' x y h K*tt"S nfVS 

xfA 1 0 1 oft!iofBrix«aw^s«t3TSig§n^» 
imm^wmimm muf. (oldest 

call waiting). i^S0#%^^) 7-^^1-5 

fe5ft-rsi t^'T-^-S^ tot. H2^xdf;Hl#^fi : 
^iJTo-fe x (± . ft *>ifT jrj is t fl^«ft v ^(jonftx^ 

[00 36] S53^A— D(i, SflSif b x^;H11# 
^HI#%^tJoMSr^-r o #Wl^i3^T. d?U : "(±i2I2^> 

xf772 o 6T^$fLfc i d izmmzti, mmztifz 

[0037]IS3^(A)(±. jft3f©K«IJf l/^ftfiW 
V ( r ftj Th^Xd^tm^^ 
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2 0 6CCI83!I3*U Z<?)Vttfi$m3$k (A) X'TF'tX 
tit . dCO^CODft^CM LTlHK$tl^#*>BtP B 1*lt 

JTrS£fc(£#ST{i5:V^ (A) 

4>ttSr^ USfficonf t/cOT K ^'y^-^'lHS^IIfiS 
COS V ^ficOit^fi^iJ^ LT jMJRT F^'yr-yiff5 

[0038]$3l(B)tl ^IieS^llf^'^ffiDf 
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